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Preface

The 5th International Conference on Serviceology (ICServ) was the latest in the
ongoing conference series, building on the success of four previous events held in
Tokyo, Japan (ICServ 2016), San Jose, CA, USA (ICServ 2015), Yokohama, Japan
(ICServ 2014), and AIST Tokyo Waterfront, Japan (ICServ 2013). Initiated by the
Society for Serviceology in Japan, it aims to build a community of researchers, aca-
demics, and industry leaders following a common goal: the (co)-creation of services in
a sustainable society.

This year’s event was held in Vienna, the capital and largest city of Austria, and the
primary center for culture, economics, and politics. ICServ 2017 was hosted by the
University of Vienna at the Faculty of Computer Science. The university, one of the
oldest and biggest in the German-speaking area, was founded in 1365 by Duke
Rudolph IV and has been the academic home of 15 Nobel Prize winners and many
leaders of academic and historical importance.

ICServ 2017 received a total of 75 submissions from 20 countries, around the world.
The Program Committee together with external reviewers contributed 225 reviews. As
a result, with a competitive acceptance rate of only 28%, 21 full papers were selected to
be included in these proceedings. The accepted papers can be classified under the main
areas of human-centered services, customer satisfaction, service innovation and mar-
keting, and service design. The research comprises case studies, strategies, risk anal-
ysis, reports, as well as prototypes, modeling methods, and tools. Consequently,
empirical research, behavioristic research, and design-science research contributions
were accepted.

The ICServ 2017 program also included keynotes, one podium discussion, four
special sessions, and one tutorial. Each special session addressed a specific topic related
to services and had between four to eight papers presented. The organizers of the special
sessions were responsible for attracting and reviewing submissions. Special Session 1,
“Meaningful Technology for Seniors,” was organized by Dr. Kentaro Watanabe (AIST,
Japan) and Prof. Marketta Niemela (VTT, Finland). It addressed the importance of
service providing technologies for elderly-care and elderly-nursing systems. Special
Session 2, entitled “Holistic Approach of Service Modeling,” was organized by
Prof. Yoshinori Hara (Kyoto University, Japan), Joaquin Iranzo (Atos, Spain), and
Prof. Dimitris Karagiannis (University of Vienna, Austria). This session included a set
of talks addressing holistic approaches in contrast to silo solutions towards service
modeling and service design. Prof. Patrik Strom (University of Gothenburg, Sweden)
and Dr. Mitsutaka Matsumoto (AIST, Japan) organized Special Session 3 entitled
“Services and Green Economy.” The presentations focused on environmental friendly
issues like recycling in correlation with services. “Design and Support Technology” was
Special Session 4, which was organized by Prof. Takashi Tanizaki (Kindai University,
Japan) and Prof. Nobutada Fuji (Kobe University, Japan). Key aspects of services for



customer satisfaction improvement in the food and tourism industry were addressed by
numerous papers.

ICServ 2017 would not have been possible without the involvement of a large
scientific community. We thank our authors for showing interest and being willing to
submit their work to ICServ 2017. We sincerely appreciate the valuable amount of time
and knowledge that the Program Committee members, members of four special sessions,
and supportive additional reviewers invested in carefully reviewing the submitted
papers. Furthermore, we would like to express our gratitude to the honorary general
conference chair, Prof. Shoji Yamamoto (Kwansei University, Kobe, Japan) and to the
Steering Committee chair, Prof. Tamio Arai (Shibaura Institute of Technology, Japan).
We also want to thank our industrial sponsors Fujitsu, Hilti, NEC, and ADOxx (www.
adoxx.org) as well as our affiliated communities, the Society for Serviceology (www.
serviceology.org) and the Open Models Laboratory (OMiLAB, www.omilab.org),
without which such an event would not have been possible. We are also very grateful to
the Springer team led by Alfred Hofmann for making the publication of these
proceedings possible.

Last but not least we like to thank the organization team for their hard work and
dedication in making ICServ 2017 a success. Our thanks go to Iulia Cristina Hatiegan,
Iulia Vaidian, Shihoko Murakami, Junko Kozakai, Eriko Nakashima, Simon Doppler,
Franz Staffel, and Elena Miron.

May 2017 Yoshinori Hara
Dimitris Karagiannis

VI Preface

http://www.adoxx.org
http://www.adoxx.org
http://www.serviceology.org
http://www.serviceology.org
http://www.omilab.org


Organization

Organizing Committee

Honorary General Conference Chair

Shoji Yamamoto Kwansei University, Kobe, Japan

Steering Committee Chair

Tamio Arai, Shibaura Institute of Technology, Japan

Program Chair

Dimitris Karagiannis University of Vienna, Austria

Program Committee

Jürgen Anke Hochschule für Telekommunikation Leipzig, Germany
Daniel Beverungen Paderborn University, Germany
Dominik Bork University of Vienna, Austria
Xavier Boucher Ecole des Mines de Saint Etienne, France
Christoph Breidbach The University of Melbourne, Australia
Robert Andrei Buchmann Babes-Bolyai University Cluj, Romania
Sergio Cavalieri University of Bergamo, Italy
Houn-Gee Chen National Taiwan University, Taiwan
Ja-Shen Chen Yuan Ze University, Taiwan
Eng K. Chew University of Technology Sydney, Australia
Valentin Cristea University Politehnica of Bucharest, Romania
Edward Crowley Photizo Group and Manchester University, UK
Monica Dragoicea University Politehnica of Bucharest, Romania
Eman El-Sheikh University of West Florida, USA
Xiucheng Fan Fudan University, China
Louis Freund San Jose State University, USA
Nobutada Fujii Kobe University, Japan
Yoshinori Fujikawa Hitotsubashi University, Japan
Ken Fukuda AIST, Japan
Walter Ganz Fraunhofer IAO, Germany
Aditya Ghose University of Wollongong, Australia
Tatsunori Hara University of Tokyo, Japan
Yoshinori Hara Kyoto University, Japan
Kazuyoshi Hidaka Tokyo Institute of Technology, Japan
San-Yih Hwang National Sun Yat-sen University, Taiwan
Lakhmi C. Jain University of Canberra, Australia



Julia M. Jonas Friedrich Alexander University of Erlangen-Nürnberg,
Germany

Toshiya Kaihara Kobe University, Japan
Koji Kimita Tokyo Metropolitan University, Japan
Axel Korthaus Victoria University, Australia
Michitaka Kosaka JAIST, Japan
Natalia Kryvinska University of Vienna, Austria
Stephen Kwan San Jose State University, USA
Moon Kun Lee Chonbuk National University, Korea
Jan Marco Leimeister University of St. Gallen, Switzerland
Eldon Y. Li National Chengchi University, Taiwan
Mattias Lindahl Linköping University, Sweden
Ruqian Lu Chinese Academy of Sciences, China
Leszek A. Maciaszek Wroclaw University of Economics, Poland
Birgit Mager Köln International School of Design, Germany
Hisashi Masuda JAIST, Japan
Heinrich C. Mayr Alpen-Adria Universität Klagenfurt, Austria
Kyrill Meyer University of Leipzig, Germany
Chieko Minami Kobe University, Japan
Lasse Mitronen Aalto University, Finland
Hiroyasu Miwa AIST, Japan
Masaaki Mochimaru AIST, Japan
Yoichi Motomura AIST, Japan
Hideyuki Nakashima University of Tokyo, Japan
Andy Neely University of Cambridge, UK
Satoshi Nishimura AIST, Japan
Nariaki Nishino University of Tokyo, Japan
Taiki Ogata University of Tokyo, Japan
Takashi Okuma AIST, Japan
Lia Patricio University of Porto, Portugal
Christoph Peters University of St. Gallen, Switzerland
Martin Petry Hilti AG, Schaan, Liechtenstein
Manuele Kirsch Pinheiro University of Paris 1 Pantheon Sorbonne, France
Dimitris Plexousakis University of Crete, Greece
Jens Poeppelbuss University of Bremen, Germany
Anca Purcarea University Politehnica of Bucharest, Romania
Jolita Ralyte University of Geneva, Switzerland
Shai Rozenes Afeka Tel Aviv Academic College of Engineering, Israel
Yuriko Sawatani Tokyo University of Technology, Japan
Satoshi Shimada Kyoto University, Japan
Yoshiki Shimomura Tokyo Metropolitan University, Japan
Jim Spohrer IBM, USA
Rudi Studer Karlsruhe Institute of Technology, Germany
Satoko Suzuki Kyoto University, Japan
Takeshi Takenaka AIST, Japan
Takashi Tanizaki Kindai University, Japan

VIII Organization



Marja Toivonen VTT Technical Research Centre of Finland, Finland
Keiko Toya Graduate School of Global Business Meiji University,

Japan
Vivek K. Velamuri HHL Leipzig Graduate School of Management,

Germany
Kentaro Watanabe AIST, Japan
Takahira Yamaguchi Keio University, Japan
Yukata Yamauchi Kyoto University, Japan
Alfred Zimmermann Reutlingen University, Germany

Additional Reviewers

Marina Bitsaki University of Crete, Greece
Sissy-Josefina Ernst University of Kassel, Germany
Christian Grotherr University of Hamburg, Germany
Kyriakos Kritikos University of Crete, Greece
Vimal Kunnummel University of Vienna, Austria
Richard Larson Massachusetts Institute of Technology, USA
Mahei Manhai Li University of Kassel, Germany
Jan Martin Persch University of Kassel, Germany
Nikolaos Tantouris University of Vienna, Austria
Chrysostomos Zeginis University of Crete, Greece

Special Sessions

Special Session I: Meaningful Technology for Seniors

Organizers

Kentaro Watanabe AIST, Japan
Marketta Niemelä VTT, Finland

Special Session II: Holistic Approach of Service Modelling

Organizers

Yoshinori Hara Kyoto University, Japan
Joaquin Iranzo Atos, Spain
Dimitris Karagiannis University of Vienna, Austria

Special Session III: Services and Green Economy

Organizers

Patrik Ström University of Gothenburg, Sweden
Mitsutaka Matsumoto AIST, Japan

Organization IX



Special Session IV: Design and Support Technology for Value Co-creation

Organizers

Takashi Tanizaki Kindai University, Japan
Nobutada Fujii Kobe University, Japan

Organizing Committee

Iulia Cristina Hatiegan
Iulia Vaidian
Simon Doppler
Franz Staffel
Elena Miron

Affiliated Communities

www.serviceology.org

www.omilab.org

X Organization

http://www.serviceology.org
http://www.omilab.org


Industrial Sponsors

We thank all our sponsors for supporting the ICServ2017 conference.

www.adoxx.org

Organization XI

http://www.adoxx.org


Contents

Human-Centered Service

Analysing and Computing the Risk of Customer Integration
for a Service Provider . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 3

Wolfgang Seiringer

Shift Scheduling to Improve Customer Satisfaction, Employee Satisfaction
and Management Satisfaction in Service Workplace Where Employees
and Robots Collaborate . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 15

Takashi Tanizaki, Takeshi Shimmura, and Nobutada Fujii

Application-Driven Product-Service System Configuration:
Customer-Centered Strategy . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 26

Alexander Smirnov, Nikolay Shilov, Andreas Oroszi, Mario Sinko,
and Thorsten Krebs

Consumers’ Responses to Service Failures and Recoveries . . . . . . . . . . . . . . 38
Julie A. Edell

Analyzing an Ecosystem for Complex Consumer Services . . . . . . . . . . . . . . 46
Mirjana Radonjic-Simic, Frank Wolff, and Dennis Pfisterer

Customer Satisfaction

Approaches for Sustaining Cultural Resources by Adapting Diversified
Context of Customers in Tourism: Comparison Between Japanese
and Slovenian Cases . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 55

Hisashi Masuda, Dejan Krizaj, Hideyuki Sakamoto,
and Kotaro Nakamura

An Economic Lab Experiment for the Best Offer and Approval
in Face-to-Face Service Interaction Situation. . . . . . . . . . . . . . . . . . . . . . . . 64

Kenju Akai, Keiko Aoki, and Kenta Onoshiro

Development of a Three-Stage Public Observation Service System
Model with Logics for Observation/Assessment . . . . . . . . . . . . . . . . . . . . . 75

Satoko Tsuru and Maki Kariyazaki

http://dx.doi.org/10.1007/978-3-319-61240-9_1
http://dx.doi.org/10.1007/978-3-319-61240-9_1
http://dx.doi.org/10.1007/978-3-319-61240-9_2
http://dx.doi.org/10.1007/978-3-319-61240-9_2
http://dx.doi.org/10.1007/978-3-319-61240-9_2
http://dx.doi.org/10.1007/978-3-319-61240-9_3
http://dx.doi.org/10.1007/978-3-319-61240-9_3
http://dx.doi.org/10.1007/978-3-319-61240-9_4
http://dx.doi.org/10.1007/978-3-319-61240-9_5
http://dx.doi.org/10.1007/978-3-319-61240-9_6
http://dx.doi.org/10.1007/978-3-319-61240-9_6
http://dx.doi.org/10.1007/978-3-319-61240-9_6
http://dx.doi.org/10.1007/978-3-319-61240-9_7
http://dx.doi.org/10.1007/978-3-319-61240-9_7
http://dx.doi.org/10.1007/978-3-319-61240-9_8
http://dx.doi.org/10.1007/978-3-319-61240-9_8


Service Innovation and Marketing

An Analysis of the Cognitive Processes Related to “Service Awareness”
of Cabin Attendants. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 91

Ryo Fukushima, Koji Tachioka, Tatsunori Hara, Jun Ota, Yuki Tsuzaka,
and Narito Arimitsu

Automating Motivation: A Workplace Analysis of Service Technicians
and the Motivational Impact of Automated Assistance . . . . . . . . . . . . . . . . . 101

Katja Gutsche and Jennifer Griffith

Stiction-Free Learning Method for Service Design Beginner . . . . . . . . . . . . . 109
Atsunobu Kimura, Koki Kusano, Ryo Ymamashita, and Yurika Katagiri

A Proposal of a Visualization Method for Service Ideas
Using Paper Card Based-Fieldwork . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 121

Kazutoshi Sakaguchi, Nobuyuki Kobayashi, Aki Nakamoto,
and Seiko Shirasaka

Introduction to a Service Prototyping Tool Box . . . . . . . . . . . . . . . . . . . . . 135
Abdul Rahman Abdel Razek, Christian van Husen, and Saed Imran

Lab-Forming Fields and Field-Forming Labs . . . . . . . . . . . . . . . . . . . . . . . 144
Takeshi Kurata, Ryosuke Ichikari, Ching-Tzun Chang,
Masakatsu Kourogi, Masaki Onishi, and Takashi Okuma

Service Design

A Modelling Method for Digital Service Design and Intellectual
Property Management Towards Industry 4.0: CAxMan Case . . . . . . . . . . . . 153

Nesat Efendioglu and Robert Woitsch

Service-Driven Enrichment for KbR in the OMiLAB Environment . . . . . . . . 164
Michael Walch and Dimitris Karagiannis

Modeling Digital Enterprise Ecosystems with ArchiMate:
A Mobility Provision Case Study . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 178

Benedikt Pittl and Dominik Bork

Serviceology-as-a-Service: a Knowledge-Centric Interpretation . . . . . . . . . . . 190
Robert Andrei Buchmann and Ana-Maria Ghiran

From Service Design to Enterprise Architecture: The Alignment
of Service Blueprint and Business Architecture with Business Process
Model and Notation . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 202

Pornprom Ateetanan, Sasiporn Usanavasin, Kunio Shirahada,
and Thepchai Supnithi

XIV Contents

http://dx.doi.org/10.1007/978-3-319-61240-9_9
http://dx.doi.org/10.1007/978-3-319-61240-9_9
http://dx.doi.org/10.1007/978-3-319-61240-9_10
http://dx.doi.org/10.1007/978-3-319-61240-9_10
http://dx.doi.org/10.1007/978-3-319-61240-9_11
http://dx.doi.org/10.1007/978-3-319-61240-9_12
http://dx.doi.org/10.1007/978-3-319-61240-9_12
http://dx.doi.org/10.1007/978-3-319-61240-9_13
http://dx.doi.org/10.1007/978-3-319-61240-9_14
http://dx.doi.org/10.1007/978-3-319-61240-9_15
http://dx.doi.org/10.1007/978-3-319-61240-9_15
http://dx.doi.org/10.1007/978-3-319-61240-9_16
http://dx.doi.org/10.1007/978-3-319-61240-9_17
http://dx.doi.org/10.1007/978-3-319-61240-9_17
http://dx.doi.org/10.1007/978-3-319-61240-9_18
http://dx.doi.org/10.1007/978-3-319-61240-9_19
http://dx.doi.org/10.1007/978-3-319-61240-9_19
http://dx.doi.org/10.1007/978-3-319-61240-9_19


From Software Services to IoT Services: The Modeling Perspective . . . . . . . 215
I-Ling Yen, Farokh Bastani, San-Yih Hwang, Wei Zhu, and Guang Zhou

Enabling Digital Transformation in SMEs by Combining Enterprise
Ontologies and Service Blueprinting . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 224

Ahson Javaid, Sabrina Kurjakovic, Hisashi Masuda, and Youji Kohda

Applying Semantic-based Modeling to the Domain of Services
Using the SeMFIS Platform . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 235

Hans-Georg Fill

Author Index . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 237

Contents XV

http://dx.doi.org/10.1007/978-3-319-61240-9_20
http://dx.doi.org/10.1007/978-3-319-61240-9_21
http://dx.doi.org/10.1007/978-3-319-61240-9_21
http://dx.doi.org/10.1007/978-3-319-61240-9
http://dx.doi.org/10.1007/978-3-319-61240-9

	Preface
	Organization
	Contents



